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Suite 900
1133-21 st Street. N.w
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EX PARTE

Ms. Magalie Roman Salas
Secretary
Federal Communications Commission
1919 MStreet. NW. Room 222
Washington, D.C. 20554

Re: CC Docket No. 97-208, CC Docket No. 97-231.
CC Docket No. 97-121. CC Docket No. 97-137,
CC Docket No. 96-98;?and RM-9101
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Dear Ms. Salas:

This is to inform you that Sid Boren. Randy New, Jim Llewellyn, Bill
Stacy, Al Varner. Robert Blau and I, all of BellSouth Corporation, and
Erwin Krasnow of Verner. Lipfert. Bernhard. McPherson &Hand met with
Carol Mattey. Michael Pryor, Radhika Karmarkar. Brent Olson, Wendy
Lader. Jake E. Jennings. David Kirschner. Audrey Wright. Susan Launer.
Katherine Schroder. Edward Krachmer. and Jason Oxman of the Commission's
Common Carrier Bureau. Also attending that meeting were Barbara Esbin
and JoAnn Lucanik of the Commission's Cable Services Bureau.

During the meeting the participants discussed issues related to
implementation of the provisions of Sections 251 and 271 of the
Communications Act of 1934, as amended.concerning: resale of CSAs:
provision of nondiscriminatory access to poles, ducts and conduits: and
performance measurements for Operations Support Systems. Attached are
documents that formed the basis for the discussion relating to the
latter two topics. Also attached lS a document describing BellSouth's
evidence of compliance with Checklist items 8.9.10 and 12. which had
been prepared in response to a Commission staff request. Representatives
of BellSouth gave copies of this document to Commission staff at the
meeting.

Because the Commission is considering one or more of these issues in
each of the proceedings identified above. we are filing notice of this
ex parte meeting in each of those proceedings.
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As required by Section 1.1206(a)(Z) of the Commission's rules. we are
filing with the Commission two copies of this notice in each of the
proceedings identified above. Please associate this notification with
each of those proceedings.

Sincerely.

~-tltiv-lu jj /+ULP;J
Kathleen B. Levitz
Vice-President
Federal Regulatory

Attachments

cc: Carol Mattey
Edward Krachmer
Jake E. Jennings
Jason Oxman
Barbara Esbin

Michael Pryor
Susan Launer
Wendy Lader
Audrey Wright
JoAnne Lucanik

Katherine Schroder
Brent Olson
Radhika Karmarkar
David Kirschner
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Service Quality Measurements
Measurement Detail

Draft #5 - 01120/98

BeIiSoutb's Proposed Implementation of Georgia Docket No. 7892_U

PRE-ORDERING (PO)

Function: Average Response Interval for Pre-Ordering Information & OSS Interface
Availability

Measurement As an initial step of establishing service, the customer service agent must establish such
Overview: basic facts as availability of desired features, 1ik.~ly service delivery intervals, the

telephone number to be assigned. the current products and features the customer has,
and the validity of the street address. Typically, this type of information is gathered
from supporting esss while the customer (or potential customer) is on the telephone
with the customer service agent. Pre-ordering activities are the first contact that a
customer may have with a CLEC. This measure is designed to monitor the time
required for CLECs to obtain the pre-ordering information necessary to establish and
modify service. Comparison to eST results allow conclusions as to whether an equal
opportunity exists for the CLEC to deliver a comparable customer experience
(compared to SST) when a retail customer calls the CLEC with a service inquiry.

Measurement 1. Average Response Interval- L: (Query Response Date & Time) - (Query
Methodology: Submission Date & Time) I / (Number of Queries Submitted in Reponing Period)

The response interval for each pre-ordering query is determined by computing the
elapsed time from aST receipt ofa query from the CLEC, whether or not syntactically
correct, to the time aST returns the requested data to the CLEC. Elapsed time is
accumulated for each major query type, consistent with the specified reporting
dimension, and then divided by the associated total number of queries received by SST
during the reporting period.

Objective:

Average response time per transaction for a query for appointment scheduling, service
& feature availability, address verification, request for Telephone Numbers (TNs), and
Customer Service Records (CSRs). The query interval starts with the request message
leaving the CLEC and ends with the response message arriving at the CLEC.

2. OSS Interfaee Availability .. (Adual Availability) / (Scheduled Availability) X
100

Objective:

Percent of times ess interface is actually available compared to scheduled availability.
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Service Quality Vleasurements
Measurement Detail

Draft #5- 01/20/98

BeIiSouth's Proposed Implementation of Georgia Docket No. 7892_U

Reportin, DimensioQs: Excluded Situations:

• Not camer specific. • None
• Not product/service specific.
Data Retained Relating to CLEC Experience: Data Retained Relatinl to BST Performance:
• Report Month • Report Month
• Query Type (per reporting dimension) • Query Type (per reporting dimension)
• Response interval • Response interval
• Regional Scope • Regional Scope

RNS Response Times
System < 2.3 Sec. > 6 Sec. Avg. Sec. # of Calls
RSAG
- by TN x x x x
• by ADDR x x x x

ATLAS x x x x
DSAP x x x x
CSR x x x x
PSIMS/COFFI x x x x

LENS Response Times
System < 2.3 Sec. > 6 Sec. Avg. Sec. # of Calls
RSAG
- by TN x x x x
- by ADDR x x x x

ATLAS x x x x
DSAP x x x x
CSR x x x x
PSIMS/COFFI x x x x

EC-LITE Response Times

System < 2.3 Sec. > 6 Sec. Avg. Sec. 1/ of Calls
RSAG
- by TN x x x x
• by ADDR x x x x

ATLAS x x x x
DSAP x x x x
CSR x x x x
PSIMS/COFFI x x x x
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Service Quality MeasurementJ
Measurement Detail

Draft #5· 01120/98

BeliSoutb's Proposed Implementation of Georgia Docket No. 7892_U

OSS (nterfaa Availabilfty
Application % Availability CLEC % Availability BST
LENS x x
LEO x x
LESOG x x
EDI x x
CLEC TAFI x x
PSIMS x x
HAL x x
BOCRIS x x
ATLAS/COFFI x x
RSAGIOSAP x x
LMOSHOST x x
sacs (update) x x
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Service Quality Measurements
Measurement Detail

Draft IJ5· 01120/98

ORDERING
Function:
Measurement
Overview:

Measurement
Methodology:

BellSoutb'! Proposed Implementation of Georgia Docket No. 7892_U

Ordering
When a customer calls their service provider, they expect to get information promptly
regarding the progress on their order(s). Likewise, when changes must be made, such
as to the expected delivery date, customers expect that they will be immediately notified
so that they may modify their own plans. The otder status measurements monitor,
when compared to BST result, that the CLEC has timely access to order progress
information so that the customer may be updated or notified when changes and
rescheduling are necessary. Furthermore, the "%jeopardies returned" measure for the
CLEC, when reported in comparison to BST result, will gauge whether initial
commitments to the CLEC for order processing are as reliable as the commitments BST
makes for its own operations.
l. Firm Order Confirmation Timeliness • L: [ (Date and Time of Firm Order
Confirmation) - (Date and Time of Service Request Acknowledgment) ) / (Number
of Service Requests Confirmed in Reporting Period)

Objective: Interva! for Return ofa finn Order Cootinnatjon (roc (nteryaO is the
average response time from receipt of valid service order request to distribution of
order confirmation.

Methodology:
• Non-Mechanized Results are based on a 100% sample
• Mechanized Results are based on actual data for all orders from the ass

2. Reject Interval • L: [ (Date and Time of Service Request Rejection) • (Date and
Time of Service Request Acknowledgment) I / (Number of Service Requests
Rejected in Reporting Period)

Objective: Reject Interyal is the average reject time from receipt of service order
request to distribution of rejection.

Metbodology:
• Non-Mechanized Results are based on a 100% sample
• Mechanized Results are based on actual data for all orders from the ass

J. Percent Rejected Service Requests • L: (Total Number of Rejected Service
Requests) I (Total Number of Service Requests Received) X 100.

Objective: Percent Rejected Seryice Requests is the percent of total orders received
rejected due to error or omissions.

Methodology:
• Manual tracking for non flow-through service requests
• Mechanized tracking for flow-through service requests
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Service Quality Measurements
Measurement Detail

Draft 1*5 - 01120/98

BellSoutbts Proposed Implementation of Georgia Docket No. 7892_U

4. Perceat Flow-tbrougb Service Requesu .. ~ (Total oC Service Requests tbat now
throup to tbe SST 055) / (Total Number of Service Requesu delivered to SST
055) X 100.

Objective: Percent Flow-tbrou&b Service Requests measures the percentage of orders
that utilize aSTs' ess without manual (human)'intervention.

MetbodolOty:
• Mechanized tracking for flow-through service requests

5. Total Service Request Cyc:le Time" (~ Date & Time CLEC Service Requesu
placed in queue for completion) - (2: Date & Time CLEC Service Requesu tint
reacbes SST Interface) / Total Number of Service Requests

Objective: The average time it takes to process a CLEC service request. measured
from the fIrst time the request reaches the aST interface to the order being placed in
queue for completion. Comparisons can be made to equivalent aST cycle times to
assure the CLEC of processing parity. Service Request Cycle Time captures both reject
and commitment intervals.

MetbodolOty:
Mechanized tracking for flow-through orders

6. Service Requests submialou per request • 2: (Total Service Requests tbat now
tbroup to tbe SST 055) + (Total Rejects) / (Total Service Requests Received)

Objective: Measures the average number of times the same service request is
resubmitted due to changes and/or updates.

Methodology:
Mechanized tracking for flow-through service requests

7. Speed of Answer iD OrderiDI Center" ~ (Total time in seconds to reach LCSC) /
(Total ## of Calls) iD ReportiDI Period.

Objective: Measures the average time to reach a aST representative. This can be an
important measure of adequacy in a manual environment or even in a mechanized
environment where CLEC service representatives have a need to speak with their aST
peers.

Medaodolol)':
Mechanized tracking through LCSC Automatic Call Distributor.
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Service Quality Measurements
Measurement Detail

Draft #5- 01/20/98

BeliSouth's Proposed Implementation of Georgia Docket No. 7892_U

Reporting Dimensions: Excluded Situations:

• See Appendix A, item 1 • Firm Order Confirmation Interval· Invalid
• See Appendix A, item 4 Service Requests

• Rejection Interval

• Percent Rejected Service Requests· None

• Percent Flow-through Service Requests •
Rejected Service Requests

• Service Requests canceled by the CLEC

• Service Request Activities of BSTassociated
with internal or administrative use of local
services.

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

• Report Month • Report Month

• Interval for FOC • Interval for FOC

• Reject Interval • Reject Interval

• Total number of LSRs • Total number of LSRs

• Total number of Errors • Total number of Errors

• Adjusted Error Volume • Adjusted Error Volume

• Total number of flow through service requests • Total number of flow through service requests

• Adjusted number of flow through service • Adjusted number of flow through service
requests requests

• Geographic Scope • Geographic Scope

Firm Order Confirmation Timeliness
MechaniZed Non·MechaniZed MechaniZed Non-Mechanized

%<10 daya <5 cIda >-5 cIda <5 cIda >-5 ckll <10 ddl >810 cIda <10 ddl >-10ckts

Trunkl X

UNE X x x x
UNE (SpeciaII) X x x X

R..... • R.sidence X X X X

Reule - Buain_ X X X X

R..... ·SpedIII X X X x
UNE • LClOPI wWI.NP X X X X

Reject TimeU...
MechaniZed Non·MechaniZed MechaniZed Non-Mechanized

'4<10 daya <5 cIda >-5 cIda <S cIda >-5 ckll <10 dlIl >810 cIda <10 cktl >-10 ckts

Trunkl X

UNE X X X x
UNE (Sp«lIIS) X x x x
Re..... Re.idence X X X X

Resale· Businell X X X X

Resile· SI)lICIIlI X X X X

UNE • Loop. wlLNP X X X X
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Sel'\lice Quality Measurements
Measurement Detail

Draft 1*5 - 01/20/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Percent Rejected Service Requests
MechaniZed Non·MechanlZed MechaniZed Non·MechaniZed

%<10ay. ~dctI ~·5ekls <5 ckl. ~-5 ek1l <10 dctI ~·'0dctl <10dda ~.'0dltI

Trunk. X

UNE X X X X
UNE (S!*=ial.) . X X X X
R.....·R~ X X X X

R..... ·BUlIMIa X X X X

R.....·S~ X X X X
UNE • Loopa wlLNP X X X X

Percent Flow-Throulb Service Requests
MechaniZed Non-MechaniZed MechaniZed Non·MechaniZed

%<10 cl8y8 <5 dlt. .-5 ekls <5d1.. '-5 cklI <10 dltl '·'0 cklI <10 ektl ..10 dlt.

Trunk. X

UNE X X X X

UNE (Spedall) X X X X

Resale - Reladenc:e X X X X

Re.... ·Bulln... X X X X

Re..... Speciall X X X X

UNE • Loopi wlLNP X X X X

Service Request Cycle Time
MechaniZed Non·MechaniZed MechaniZed Non·MechaniZed

%<10cl8y8 <5 cktI ••5 ekls <5 cktI '.5 c:IcII <10 cktI >el0 cktI <10 dltl ••10 dill

Trunkl X

UNE X X X X

UNE (Spec:iM) X X X X

R•••• Rlladenc:e X X X X

Resale· BUlin... X X X X

R.sale • S!*=i.1I X X X X

UNE - Loopi wlLNP X X X X

Service Request Submissiou per Request
MechaniZed Non-MechaniZed MechaniZed Non-MechaniZed .

~<10ay. <5 cktI ••5 ekls ~cktI '·5 ekls <10 ckll 'e10 cktI <10 dtta ..,0 dltl

Trunk. X

UNE X X X X

UNE (Spec:iM) X X X X

R.... R...... X X X X

R...... euu- X X X X

R...... SIllIl*II X X X X

UNE • Loo,le~ X X X X

Speed of Auwer 18 Orderial Ceater
Ave. Answer time (Sec.) I month

Lese x
Ave. Answer time (Sec.) / year

x
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Service Quality :\1easurements
Measurement Detail

Draft #5 - 01120/98

BeliSoutb's Proposed Implementation of Georgia Docket No. 1892_U

PROVISIONING

Function:
Measurement
Overview:

Measurement
Methodology:

Order Completion Intervals
The "average completion interval" measure monitors the time required by SST to
deliver integrated and operable service components requested by the CLEC, regardless
of whether resale services or unbundled network elements are employed. When the
service delivery interval of SST is measured for comparable services, then conclusions
can be drawn regarding whether or not CLECs nave a reasonable opportunity to
compete for customers. The "order completion interval distribution" measure monitors
the reliability of SST commitments with respect to committed due dates to assure that
CLECs can reliably quote expected due dates to their retail customer. [n addition, when
monitored over time, the "average completion intervaJ" and "percent completed on
time" may prove useful in detecting developing capacity issues.
1. Average Completion Interval = z:: [ (Completion Date & Time) - (Order
Submission Date & Time) II (Count of Orders Completed in Reporting Period)

2. Order Completion Interval Distribution - L: (Service Orders Completed in "X"
days) I (Total Service Orders Completed in Reporting Period) X 100

The actual completion interval is determined for each order processed during the
reporting period. The completion interval is the elapsed time from SST receipt of a
syntactically correct order from the CLEe to SST's return of a valid completion
notification to the CLEC. Elapsed time for each order is accumulated for each reporting
dimension. The accumulated time for each reporting dimension is then divided by the
associated total number of orders completed within the reporting period.

The distribution of completed orders is determined by first counting, for each specified
reporting dimension, both the total numbers oforders completed within the reporting
interval and the number of orders completed by the committed due date (as specified on
the initial FOC returned to the CLEC). For each reporting dimension, the resulting
count of orders completed for each specified time period following the committed due
date is divided by the total number of orders completed with the resulting fraction
expressed as a percentage.

Objective: Average time from receipt of (confirmed) service request to actual order
completion date. Excludes orders where customer requested dates are beyond offered
interval.

MetbodolOlY:
• Mechanized metric from ordering system
• If mechanical not available, a (SST & CLEC) statistically validated sample should

be used.
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Service Quality Measurements
Measurement Detail

Draft #5 - 01/20198

BellSoutb's Proposed [mplementation or Georgia Docket No. 7892_U

ReportiDI DlmeuioDs: EXcluded Situatiou:

• See Appendix A, item 2 • Orders where customer requested dates are
• See Appendix A, item 4 beyond offered interval
Data Retained Rel.tinl to CLEC Experience: Data Retained Relating to BST Perrormance:
• Report Month • Report ~onth
• CLEC Order Number • Average Order Completion Interval
• Order Submission Date • Order Completion by Interval

• Order Submission Time • Service Type

• Order Completion Date • Activity Type
• Order Completion Time • Geographic Scope

• Service Type

• Activity Type

• Geographic Scope

Order Completion [ntfrval Distribution Avenle Completion Interval
UN.LOO,.. SIIMOllYl 1 I 2 I 3 I 4 I 5 I >5 I Tot.. A••. C~~lmMV*
DilP*ll
< 10 ci'culla x x x x x x x x x
u 10ciralb x x J( x x x x x x
No DilP*ll
< 10ciralb x x x x x x x x X

>- 10 ciralb x x x x x x x x x

UN. LOOPS wi ILNJII I SIIMOllY 1 I 2 I 3 I 4 I 5 I >5 I TotIl A••. COI'nI*tlDn Inl.NIl
DilP*ll
< 5 cIrCuli X X X X X X X X X

>- 5 ciralill x x x x x x x x x
No DIaP*ll
< 5 circuli x x x x X X X X X

>- 5 circuitl x x x x x x x x x
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Service Quality Measurements
Measurement Detail

Draft #5 - 01120/98

BeIiSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Order Completion Interval Distribution Averale Completion Interval
RIIALIRISIPIINCI SwneOay 1 I 2 I 3 I 4 I 5 I >5 I Total Ave. CQITlIlltIIon Inlerval
Oi.pttCll
LCSC order.
< 10 CircuItS x x x x x .x x x x
>. 10 circuits X X X X X X X X x

eST orders
< 10 cirCUitS x x x x x x x x X

>. 10 circuitS x x x x x x x x x
No Oispttcll
LCSC orders
< 10 circuitS x x x x X X X X X

>. 10 circuitS x x x x x x x x x

eSTonlers
< , 0 circuItS x x x x x x x x X

>. 10 cirCUits x x x x x x x x x

RESALE aUSINISS SwneOayl 1 I 2 I 3 I 4 I 5 I >5 I Total Ave. Completion Interval
OlsPll\Cl'l
LCSC on:ltrS
< '0 circuitS x x x x x x x x X

>. 10 circuits x x x x x x x x x

esTord....
< 10 circuitS x x x x x x x x X

>. 10 circuitS x x x x x x x x x
No OisPll\Cl'l
LCSCorders
< 10 circuit. x X x x x x x x X

>. 10 circuItS x x x x x x x x x

eST ordtB
< 10 circuit. x x x x X x x x X

>. 10 circuitS x x x x X x x x x

REIALa SPECIALS S.".Oayl 1 I 2 I 3 I 4 5 >5 I Total Ave. CompletIOn Interva'
OispalCll
LCSCord....
< 10 circuitS x x x x x x x x x
>. 10 circuitS X x x x x x x x x

BSTorders
< 10 circuitS x x x x x x x x X

>. 10 clrQIiIa x x x x x x x x x
NoOia"*,,
LCSConien
< 10 ciI'CUiIt x x x x x x x x x
>. 10 ctaliIa )( x x x X X X X x

eST or-.
< 10 ciI'CUila x x x x x x x x X

>. 10 circuitS x x x x X X X X X
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Service Quality Measurements
Measurement Detail

Draft #S - 01120/98

8eIlSoutb's Proposed Implementation of Georgia Docket No. 7892_U

PROVISIONING
Functioa:
Measurement
Overview:

Measurement
Methodology:

Held Orden
When delays occur in completing CLEC orders, the average period that CLEC orders
are held for SST reasons, pending a delayed completion, should be no worse for the
CLEC when compared to SST orders. •
1. Mean Held Order Interval -l: (Reporting Period Close Date - Committed
Order Due Date) I (Number of Orden Pending and Past The Committed Due
Date) for all orden pending and past tbe committed due date.

This metric is computed at the close of each report period. The held order interval is
established by first identifying all orders, at the close of the reporting interval, that both
have not been reported as "completed" via a valid completion notice and have passed
the currently "committed completion date" for the order. For each such order the
number of calendar days between the committed completion date and the close of the
reporting period is established and represents the held order interval for that particular
order. The held order interval is accumulated by the standard groupings in Appendix A,
item 2, and the reason for the order being held. if identified. The total number of days
accumulated in a category is then divided by the number of held orders within the same
category to produce the mean held order interval.

(# of Orden Held for ~ 90 days) / (Total # of Orden Pending But Not Completed)
X 100.

(# of Orden Held for ~ IS days) I (Total # of Orden Pending But Not Completed)
X 100.

This "percentage orders held" measure is complementary to the held order interval but
is designed to detect orders continuing in a "non-completed" state for an extended
period of time. Computation of this metric utilizes a subset of the data accumulated for
the "held order interval" measure. All orders. for which the "held order interval" equals
or exceeds 90 or 1S days, are counted for order type. The total number of pending and
past due orders for order type are counted (as was done for the held order interval) and
divided into the count of orders held past 90 or 15 days.

Objective: Average time to detect orders continuing in a "non-eomplete" state for
extended period of time.
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Service Quality Measurements
Measurement Detail

Draft #5· 01/20/98

8ellSoutb's Proposed Implementation oCGeorgia Docket No. 1892_U

Reportinl Dimensions: Exc:luded Situations:

• See Appendix A, item 2 • Any order canceled by the CLEC will be
• See Appendix A, item 4 excluded from this measurement.

• Orders held for CLECend user reasons
• Orders ~eld for BST end user reasons
• Order Activities of BST associated with

internal or administrative use of local services.
Data Retained Relating to CLEC Experience: Data Retained Relating to SST Performanee:

• Report Month • Report Month
• CLEC Order Number • Average Held Order Interval
• Order Submission Date • Standard Error for the Average Held Order
• Committed Due Date Interval
• Service Type • Service Type

• Hold Reason • Hold Reason

• Geographic Scope • Geographic Scope

Mean Held Order Interval
Dispatch No-Dispatch Dispatch No-Dispatch

'10<10 days <5 ckts >.5 ckts <5 ckts '·5 ckts <10 cktl '.10 cktl <10 Cktl >·10 cktI

TnJnkl

'.90 days X

'.15 days X

UNE

'.90 days X X X X

'.15 day8 X X X X

Resale· Residenca

'·90 days X X X X

>.15 day. X X X X

Resale· Busine..

>.90 days X X X X

,. '5 days X X X X

Resal•• Speclu

'.90 days X X X X

>.15days X X X X

UNE • Loops wlLNP

,a 90 days X X X X

'.15 days X X X X
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Service Quality Measurements
Measurement Detail

Oraft#5- 01/20/98

BeUSoutb's Proposed Implementation of Georgia Docket No. 7892_U

PROVISIONING
Function:
Measurement
Overview:

Measurement
Methodology:

Installation Timeliness, Quality " Accuracy
The "percent missed installation appointments" measure monitors the reliability of aST
commitments with respect to committed due dates to assure that CLECs can reliably
quote expected due dates to their retail customer. Percent Provisioning Troubles within
30 days of Installation measures the quality of installation activities and Percent Order
Accuracy measures the accuracy with which serVices ordered by the ClECs were
provided.
1. Percent Misled Installation Appointments • ~ (Number of Orden missed in
Reporting Period) I (Number of Orden Completed In Reporting Period) X 100

Percent Missed Installation Appointments is the percentage of total orders processed for
which aST notifies the CLEC that the work will not be completed as committed on the
original FOC. The measurement result is derived by dividing the count on misses aST
issues to the ClSC by the count of FOCs returned by aST during the identical period.

Objective: Percent of orders where completion' s are not done by due date on order
confirmation. Misses due to competing carrier or end user causes should be aggregated
out and indicated.

Methodology:
• Mechanized metric from ordering system

2. % ProvisioniDI Troubles within 30 days of InstaUatioD • ~ (AU Troubles on
Services installed ~ 30 days in a calendar month) I (All InstaUations in same
calendar month) X 100

Objective: Measures the quality of completed orders

MethodololY:
Mechanized metric from ordering system

3. Percent Order Accuracy" ( z:: Orden Completed w/o error) I ( z:: Orden
Completed) X 100.

Objective: Measures the accuracy and completeness of aST provisioning or
disconnecting service by comparing what was ordered and what was completed.

MethodoJoty:
• Non-Mechanized Results are based on an audit of a statistically valid sample
• Mechanized Results are based on an audit of a statistically valid sample
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Service Quality Measurements
Measurement Detail

Draft ~5· 01120/98

BeliSoutb's Proposed Implementation of Georgia Docket No. 7892_U

Reportinl Dimeasions: Excluded Situations:

• See Appendix A, item 2 • None
• See Appendix A, item 4
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

• Report Month • Report Month
• CLEe Order Number • BST Order Number

• Order Submission Date • Order Submission Date
• Order Submission Time • Order Submission Time
• Status Type • Status Type

• Status Notice Date • Status Notice Date
• Status Notice Time • Status Notice Time

• Standard Order Activity • Standard Order Activity

• Geographic Scope • Geographic Scope

Percent Missed Appointments
Dispatch No-Dispatch Dispatch No-Dispatch

%<10 dll'f8 <S ckll >·5 ckts <5 drtI '.5 ckts <10 drtI >.10 cktl <10 ck11 >·10 ckll

Trunkl X

UNE X X X X

UNE (Spec:i8lIl X x x X

Resale· Residence X X X X

Resale· BUline.. X X X X

Resale· Spec_ X X X X

UNE • Loopi wlLNP X X X X

Percent Provisioninl Troubles within 30 days of Installation
Dispatch No-Dispatch Dispatch No-Dispatch

'AI<10 dll'f8 <5 ckts >·5 cllli <5 ckts >.5 cllls <10cllll >.10 cltl. <10 cllls >.10 ckt.

Trunkl X

UNE X X X X

UNE (Sped8II' X X X X

ReUle· Re.ldence X X X X

Resale· BU.lI1e.. X X X X

Resale· Speclall X X X X

UNE • Loops wlLNP X X X X

Percent Provisioninl Order Accuracy
DilDatc No-Dispatch Dispatch No-Dispatch

~<10 cUIy8 <5ckta >.5 ckts <S Cktl >.5 ckts <10 cktl >.10 drtI <10 ckts '.10 ckts

Trunks X

UNE X X X X

UNE (SpeciIII) X X X X

Resale • RItilIeIlI» X X X X

Resale - Bua- X X X X

Resale·S~ X X X X

UNE • LOOps wlLNP X X X X

Page 15



Service Quality Measurements
Measurement Detail

Draft #5· 01120/98

BellSoutb's Proposed Implementation of Georgia Docket No. 7892_U

MAINTENANCE" REPAIR (MR)
Functioa: Customer Trouble Report Rate
Measurement This measure can be used to establish that CLECs are not competitively disadvantaged,
Overview: compared to eST, as a result of experiencing more frequent incidents of trouble reports.
Measurement 1. Customer Trouble Report Rate" (Count of Initial" Repeated Trouble Reports
Methodology: in tbe Current Period) I (Number of Service Access Lines ia Service at End of tbe

Report Period) X 100. Note: Locallnterconnectlo" Truna are reported only tU

total troubla. No fMtllfingful count of Ilnes in set1lice exists.

The frequency of trouble metric is computed by accumulating the total number of
maintenance tickets logged by a CLEC (with e~.., during the reporting period. The
resulting number of tickets is divided by the tota lumber of"service access lines"
existing for the CLEC at the end of the report penod..

Objective: Initial customer direct or referred troubles reported within a calendar month
where cause is in the network (not customer premises equipment, inside wire, or carrier
equipment) per 100 lineS/circuits in service.

Metbodology: Mechanized metric trouble reports and lines in service captured in
maintenance database(s).

Reportiol Dimeasioal: Excluded Situatioal:

• See Appendix A, item 3 • Trouble tickets canceled at the CLEC request
• See Appendix A, item 4 • SST trouble reports associated with

administrative service
• Instances where the CLEC or eST customer

requests a ticket be "held open" for monitoring
Data Retaioed Relatiol to CLEC Experience: Data Retained Relatiol to BST Performaoce:

• Report Month • Report Month

• CLEC Ticket Number • SST Ticket Number
• Ticket Submission Date • Ticket Submission Date

• Ticket Submission Time • Ticket Submission Time

• Ticket Completion Time • Ticket Completion Time

• Ticket Completion Date • Ticket Completion Date

• Service Type • Service Type
• WTN or CKTID (a unique identifier for • WTN or CKTID (a unique identifier for

elements combined in a service configuration) elements combined in a service configuration)

• Disposition and Cause • Disposition and Cause

• Geo • Scope • Geographic Scope
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Service Quality Measurements
Measurement Detail

Draft #s - 0\/20/98

BeIlSoutb's Proposed Implementation of Georgia Docket No. 7892_U
Customer Trouble Report Rate

ALL Dispatch No-Dispatch Dispatch No·Oispatch
Residence Business Residence Business

Interconnection Trunlls X

UNE X X

Resale X X X X

Resale· Specials X

Note: Local Interconnection Trunks are reported only IJS total troubln. No trJeanmgful count of Iine5 III

service exists.
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Service Quality Measurements
'1easurement Detail

Draft #5 - 01120/98

Bel~utb's Proposed Implementation of Georgia Docket No. 7891_U

MAINTENANCE'" REPAIR (MR)
Function: Missed Repair Appointments
Measurement When this measure is collected for eST and CLEC and then compared. it can be used to
Overview: establish that CLECs are receiving equally reliable (as compared to eST operations)

estimates of the time required to complete servioe repain.
Measurement 2. Percentage of Missed Repair Appointments· (Count of Customer Troubles Not
Methodology: Resolved by the Quoted Resolution Time and Date) I (Count of Customer Trouble

Tickets Closed) X 100.

Percent of trouble reports not cleared by date and time committed. Appoinnnent
intervals vary with force availability in the POTS environment. Specials and Trunk
intervals are standard interval appointments of no greater than 24 hours.

Objective: This measurement is designed to show parity between CLECs and eST in
the handling of repair appoinnnents.

Methodology: Mechanized metric from maintenance database(s).

Reporting Dimension.: Excluded Situatiou:

• See Appendix A, item 3 • Trouble tickets canceled at the CLEC request

• See Appendix A, item 4 • eST trouble reports associated with
administrative service

• Instances where the CLEC or eST customer
requests a ticket be "held open" for monitoring

Data Retained Relating to CLEC Experience: Data Retained Relatinl to BST Performance:

• Report Month • Report Month

• CLEC Ticket Number • eST Ticket Number

• Ticket Submission Date • Ticket Submission Date

• Ticket Submission Time • Ticket Submission Time

• Ticket Completion Time • Ticket Completion Time

• Ticket Completion Date • Ticket Completion Date

• Service Type • Service Type

• WTN or CKTID (a unique identifier for • WTN or CKTID (a unique identifier for
elements combined in a service configuration) elements combined in a service configuration)

• Disposition and Cause • Disposition and Cause

• Geographic Scope • Geographic Scope

edR

NOle: There IS no measurement for Interconnection Trunks or Specials. These are handled on a lsi come.
Isl serve basis. The appropriate measuremenl for these is average duration.

Mi.s lepajr AppobitmeDtJ

ALL Dispatch No-Dispatch
_.

No.-·
R

81J"in__
R."id.n~ BUilineu

Interconnection Trunks

UNE X X

Resale X X X X

Resale· SDecials

Page 18



J.._"__

Service Quality Measurements
Measurement Detail

Ora ft ~5 - 0\/20/98

BeIlSoutb's Proposed Implementation of Georgia Docket No. 7892_U

MAINTENANCE &C' REPAIR (MR)
Function:
Measurement
Overview:
Measurement
Methodology:

Quality of Repair & Time to Restore
This measure. when collected for both the CLEC and SST and compared, monitors that
CLEC maintenance requests are cleared comparably to SST maintenance requests.
3. Out or Service> 24 Houn =(Total Repeat Troubles> 24 Hours) I (Total
Troubles) X 100

4. Percent Repeat Troubles within 30 Days = (Total Repeated Trouble Reports
within 30 Days) I (Total Troubles) X 100

5. Maintenance Average Duration = (Total Duration Time) I (Total Troubles)

For Out of Service Troubles (no dial tone, cannot be called or cannot call out): the
percentage of troubles cleared in excess of 24 hours.

For Percent Repeat Trouble Reports within 30 Days: Trouble reports on the same
line/circuit as a previous trouble report within the last 30 calendar days as a percent of
total troubles reported,

For Average Duration: Average time from receipt ofa trouble until trouble is status
cleared

Objective: These measurements are used to demonstrate quaJity of maintenance and
repair.

Metbodoloty: Mechanized metric from maintenance database(s).

Reporting Dimensions: Excluded Situations:

• See Appendix A, item 3. • Trouble tickets canceled at the CLEC request
• See Appendix A, item 4. • SST trouble reports associated with

administrative service
• Instances where the CLEC or SST customer

requests a ticket be "held open" for monitoring
Data Retained Relating to CLEC Experience: Data Retained Relating to 85T Performance:

• Report Month • Report Month
• Total Tickets • Total Troubles
• CLEC Ticket Number • Percentage of Customer Troubles Out of

• Ticket Submission Date Service> 24 Hours
• Ticket Submission Time • Total and Percent Repeat Trouble Reports with

• Ticket Completion Time 30 Days

• Ticket Completion Date • Total Duration Time
• Total Duration Time • Service Type
• Service Type • Disposition and Cause

• WTN or CKTID (a unique identifier for • Geographic Scope
elements combined in a service configuration)

• Disposition and Cause
• Geographic Scope
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Service Quality Measurement!
Measurement Detail

Draft #S· 01/20/98

BeIiSouth's Proposed Implementation of Georgia Docket No. 7892_U

Out of Service more than 24 Houn

ALL Dispatch No-Dispatch Nn_

R Ru-in... Residence Busin•••

Interconneetion Trunks

UNE X X
Resale X X X X
Resale· "", 'ala

Note: There /s no measurement for Interconnect/on Trunlu or Spec/als. These are handled on a 1st come.
Ist serve basis. The appropriate measurement for these is average duration

Repeat Trouble Reports within 30 days of Installation (or New Service Failure Rate - see note below)

Note: The approprlate measurementfor both mterconnectlon trunJcmg and Resale - Specials /s the New
Service Failure Rate"

ALL Dispatch No-Dispatch Dispatch No-Dispatch
Residence Busineaa Residence Business

Interconnection Trunks X

UNE X X

Resale X X X X

Resale· Specials X
"

Maintenance Avenle DuntioD
ALL Dispatch No-Dispatch DiSOatch No-Dispatch

Residence Businela Residence Business

Interconnection Trunks X

UNE X X

Resale X X X X

Resale· Specia's X
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Service Quality Measurements
Measurement Detail

Draft 1t5· 01/20/98

BellSouth's Proposed Implementation of Georgia DOcket No. 7892_U

MAINTENANCE &: REPAIR (MR)

Function: Average Answer Time· Repair Centers
Measurement • This measure demonstrates an average response time for the CLEC agent
Overview: attempting to contact their BST representative
Measurement 6. Average Answer Time for UNE Center, RRC & ORC = (Total time in seconds
Methodology: for UNE Center, RRC & ORC response) I (To'tal number of calls) by reporting

period

Objective: This measure supports monitoring that BSTs handling of support center
calls from CLECs is at least in parity with support center calls by BST's retail customer.

Methodology: Mechanized report from Repair Center Automatic Call Distributors.

Average Answer Time for Repair Center

Ave. Answer time (Sec.) I month Ave. Answer time (Sec.) I year
UNE Center X X
RRC X X
ORC X X

MAINTENANCE &: REPAIR (MR)
Function: Legacy System Access Times
Meuurement • This measure demonstrates an average response time from the BST Maintenance
Overview: System (TAPI) to access BST's Legacy Repair ass.
Measurement 1. Legacy System Access Times • Access Times in increments of ~ 4 sees., > 4 & s
Methodology: 6 sees., ~ 10 sees., > 10 sees., and> 30 sees. for CLEC TAFt and OST TAFI

Objective: This measure demonstrates parity between the CLECs and BST for ass
response times for Maintenance and Repair.

Methodology: Mechanized report from OSSs

Legacy System Access Times
S4 .... >4 .. S ..... S 10 .... :> 10.., > 30 JKI

Transaction Name cue 8ST :: CLEC = 8ST CtEC
~ :,~

cu!c :: 8ST CL~C 8ST BST
8US 8US 8US us BUS

CRIS X X X X X X X X X X X X X X X
DLETH X X X X X X X X X X X X X X X
DLR X X X X X X X X X X X X X X X
JMOS X X X X X X X X X X X X X X X
LMOS X X X X X X X X X X X X X X X
LMOSupd X X X X X X X X X X X X X X X
MARCH X X X X X X X X X X X X X X X
Predictor X X X X X X X X X X X X X X X
SOCS X X X X X X X X X X X X X X X
LNP X X X X X X X X X X X X X X X
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Service Quality Measurements
Measurement Detail

Draft #5 - 01120/98

BILLING

BeIiSouth's Proposed Implementation of Georgia Docket No. 7892_U

Function: Invoice Accuracy'" Timeliness
Measurement The accuracy of billing records (both usage and invoices) delivered by 8ST to the
Overview: CLEC must provide CLECs with the opportunity to deliver bills at least as accurate as

those delivered by 8ST. Producing and comparing this measurement result for both the
CLEC and BST allows a determination as to whether or not parity exists.

Measurement 1. Invoice Accuracy • ( (Number of Invoices Delivered in tbe Reportinl Period
Methodology: that Have Complete Information, ReOect Accurate Calculations and are Properly

Formatted) / (Total Number of Invoices ISlued in tbe Reporting Period) I X 100

2. Mean Time to Deliver Invoices· 1: [ (Invoice Transmission Date) - (Date of
Scheduled Bill Cycle Close) I / (Count of Invoices Transmitted in Reportiog
Period)

Invoice Accuracy: The completeness of content, accuracy of information and
conformance of formatting will be determined based upon the terms of the individual
CLEC interconnection agreements with BST.

Mean Time to Deliver Invoices: This measure captures the elapsed number of days
between the scheduled close ofa Bill Cycle and BST's successful transmission of the
associated invoice to the CLEC. For each invoice, the calendar date of the scheduled
close of Bill Cycle is compared to the calendar date that successful invoice transmission
to the CLEC completes. The number ofcalendar days elapsed between scheduled Bill
Cycle cJose and completion of invoice transmission will constitute the elapsed delivery
time. The elapsed delivery time is accumulated for each invoice with the resulting total
number of days accumulated being divided by the number of complete invoices sent in
the reporting period.

Objective: Measures the percentage and meas-: time of billing records delivered to
CLEC in agreed upon format and with the complete agreed upon content (includes time
and material and other non-recurring charges).

MetbodolotEY: ?
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Service Quality Measurements
Measurement Detail

Draft #5· 0\120/98

BellSoutb's Proposed Implementation of Georgia Docket No. 1892_U

Reportin. Dimensions: Excluded Situationl:

• Wholesale Bill Invoices (TSR) • Any invoices rejected due to fonnatting or

• Unbundled Element Invoices (UNE) content errors
Data Retained Relatinll to CLEC Experience: Data Retaided Relating to BST Performance:

• Report Month

• [nvoice Type

• Mean Delivery Interval

• Standard Error of Delivery Interval

• Accuracy

(nvoice Accuracy
Total Invoices Total Invoices % Accuracy

Delivered Delivered per EMR

CLEC x x x

Mean Time to Deliver Invoices

To Be Detennined
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